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This thesis was carried out for Finnish elevator and escalator industry company. The case 
company is operating globally and is one of the market leaders in the industry. The case 
company is one of many industrial companies which is operating in multivendor environment 
where services are provided by multiple service providers. In order to provide high quality 
services, the case company has to be able to maintain and improve collaboration with its 
vendors continuously. 
 
The aim of this study is to help the case company to manage and improve its services 
together with the service providers. This is done by enhancing Service Integration and 
Management. The objective of this study is to write out first time KPIs for Service Integration 
to measure and steer IT support in multivendor environment and define role description for 
Service Integration Manager.  
 
This study is based on Service Integration and Management (SIAM), which is known as the 
best practice for IT service management in multivendor environment. This research explores 
SIAM practices generally. In addition to SIAM, other literature and expert insights provide 
this study its conceptual framework. The current state analysis of this study was done by 
examining the case company’s current ITSM and Service Integration practices. This was 
carried out by familiarizing with the company’s internal documentation and also interviewing 
the current Process Owners and Service Managers.  
 
The proposal of this thesis is based on the project objective. The proposal includes Service 
Integration Manager role description and KPIs for Service Integration. The validation of the 
proposal was done by obtaining feedback on the proposal from the case company’s experts.  
 
This study supports the case company with the implementation of Service Integration. 
Keywords Service Integration, Service Integration Manager, KPIs, SIAM, 
ITIL, ITSM,  
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Key Concepts  
 
ITSM IT Service Management, set of specialized 
organizational capabilities for providing value to 
customers in the form of services 
 
SIAM Service Integration and Management, service 
integration model for multivendor environment 
 
Incident Management ITSM process, which goal is to identify, analyze 
and prevent incidents 
 
Major Incident Management ITSM process, which goal is to identify, analyze 
and prevent high priority incidents 
 
Knowledge Management ITSM process, which goal is to manage 
knowledge in ITSM 
 
Request Fulfilment ITSM process, which goal is to manage Service 
Requests 
 
Problem Management ITSM process, which goal is to identify, analyse 
and prevent problems from occurring 
 
Event Management ITSM process, which goal is to detect events 
and plan the follow up actions 
 
KPI Key Performance Indicator, is used to evaluate 
the organization’s performance 
 
BMC Remedyforce    IT Service Management tool designed by BMC 
 
Gantt chart   Bar chart used in Project Management 
 
iPaaS   Integration platform as a service 
 
RCA Root Cause Analysis 
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SMART Specific, Measurable, Achievable, Realistic, 
Timely 
 
SI Service Integration 
 
SIM Service Integration Manager 
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1 Introduction 
 
Nowadays, modern industrial companies are expanding their service offering to answer 
rapidly changing customer needs, and to ensure end-to-end customer satisfaction. The 
service provision is usually outsourced to third party providers, which enables the 
companies to invest more time and resources in service development and management 
tasks. Therefore, the management of the supplier network and the service levels has 
become more and more challenging. The Service Integration and Management (SIAM) 
approach has been developed to manage and integrate services from various internal 
and external service providers.  
 
1.1 Business Context  
 
The case company for which this study is carried out, is a globally operating company. 
The case company focuses on manufacturing elevators and escalators for private and 
public corporations. In addition, it is providing services to support its products. Currently, 
the case company is operating in 60 countries around the world and serving more than 
400 000 customers. (The case company’s own website). 
 
“At the case company, our mission is to improve the flow of urban life. We understand 
People Flow in and between building, making people’s journeys safe, convenient and 
reliable” (The case company’s own website). 
 
 
Figure 1, The case company’s organizational structure (The case company’s website) 
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Figure 1 illustrates, how the case company is operating through its organizational 
structure. The organizational structure is divided into two business lines: Service 
Business and New Equipment Business. The business lines are divided into five 
geographical areas, which all include six departments. 
 
1.2 Business Challenge, Objective and Outcome 
 
The case company is operating in multivendor environment where services are provided 
by multiple service providers. In order to provide high quality services, the case company 
has to be able to maintain and improve collaboration with its vendors continuously. In 
other words, the case company needs to be able to develop in IT service management 
area and obtain better control of its IT activities. 
 
The aim of this study is to help the case company to manage and improve its services 
together with the service providers. This is done by enhancing Service Integration and 
Management. The objective of this study is to write out first time KPIs for Service 
Integration to measure and steer IT support in multivendor environment and define 
the role description for Service Integration Manager.  
 
The main outcome of this study is KPIs for the ITSM processes within the scope and a 
role description for Service Integration Manager. The processes to which KPIs are 
defined to improve Service Integration are Incident Management, Major Incident 
Management, Knowledge Management, Request Fulfilment, Problem Management, 
Event Management and Change Management.  
 
In addition to the project outcome, this report provides an overview of how the study was 
carried out. Furthermore, the report provides information about the best practices for 
Service Integration and Service Integrator in multivendor environment.  
 
1.3 Thesis Outline  
 
This study is limited to seven IT support processes that are currently in use in the case 
company: Incident Management, Major Incident Management, Knowledge Management, 
Request Fulfilment, Problem Management, Event Management and Change 
Management. For these IT support processes KPIs are defined. 
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The methods used to conduct this study consist of interviews of the case company’s 
process owners, experts, service managers and other external stakeholders that have 
experience of the topic. In addition, preliminary and continuous research on the topic will 
be done to achieve the optimum outcome. By interviewing the case company’s 
employees, it is ensured that the proposal of this study is fitting and serving the 
company’s needs. In addition, external interviews and research guarantee that the 
proposal includes factors that are proven to be effective. 
 
This thesis is divided into seven sections that each approach the business challenge 
from different perspectives. Section one contains the overall introduction of the study 
and the case company for which it is carried out. Section two presents the general 
overview of methods that are used in the study. The third section is a detailed analysis 
of the company's current state in Service Integration and Management, and possibilities 
to build the outcome based on them. The fourth section comprises the conceptual 
framework, which was done for the study. It consists of the best practices for building the 
proposal. Section five presents the concrete outcome of the study and describes how it 
was built. The sixth section includes the validation of the project outcome. Section seven 
seals the study by including the summary and the evaluation of the project.  
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2 Method and Material 
 
This section discusses the methods and materials that were used to conduct this study. 
The section consists of three elements: research design, project plan, data collection 
and data analysis. The research design gives an overall view on how the study was done 
and which materials were used. The project plan on the other hand presents more 
detailed overview of the project planning and schedule. Data collection and analysis 
shows the data and the data collection methods used for the study. 
 
2.1 Research Design  
 
Figure 2 visualizes the research design, which was deployed to conduct this study. It 
includes information of the data sources that were used in the study, steps in which they 
were used, and the outcome of these steps. 
 
 
Figure 2, Research Design 
 
The study starts by defining the object based on the business challenge of the case 
company. Like presented in Figure 2 this study’s objective is to define KPIs for Service 
Integration to measure and steer IT support in multivendor environment. The next step 
of the study investigates the current situation of Service Integration in the case company. 
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From the current state analysis, SWOT analysis will be created as an outcome. For this 
section, Data 1 will be used. 
 
As shown in Figure 2, Best Practices from Literature and Expert Insights will form the 
conceptual framework for the study. According to conceptual framework, the proposal 
for the study is built. However, Data 2 is used for two sections of the study: Expert 
Insights and Building the Proposal. The outcome of building the proposal will be KPIs for 
ITSM processes and Service Integration Manager role description.  
 
Data 3 includes the feedback on the proposal. Data 3 is used in validation of the proposal, 
in which assessment of the KPIs and Service Integration Manager role description is 
done. The outcome of this is the final proposal.  
 
2.2 Project plan 
 
This project is carried out as a bachelor’s thesis of a student graduating from Helsinki 
Metropolia University of Applied Science. To achieve the objective and outcome of the 
thesis, the project plan is defined to ensure efficient project management. 
 
2.2.1 Schedule 
 
This study was carried out from the beginning of August 2017 until the end of February 
2018. To manage the timetable of the project, the project is divided in smaller steps, 
which all have individual outcomes. Figure 3 presents the project schedule in form of 
Gantt chart.  
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Figure 3, Gantt Chart 
 
The Gantt chart in Figure 3 presents all activities that are taken for each week of the 
project. In addition, the Gantt chart shows the milestones of the project, according to 
which the project has been divided into smaller parts to make it easier to manage. The 
activities of the project are divided in three types. Different types of activities can be 
identified based on the colour of the activity, like presented in Figure 3. 
 
The activities shown in grey colour in Figure 3 are the activities related to the report that 
is written for this study. The milestones of the grey activities are the sections of the report. 
The activities presented in blue colour in Figure 3, present the data gathering for this 
study. The yellow activities describe the outcomes of each data gatherings like described 
in chapter 2.1 Research design. As shown in the Figure 3 the activity that has the longest 
duration is Data 2 gathering, which has the most influence to the outcome of the project 
as described in chapter 2.1 Research design. 
 
2.2.2 Steering and Communication 
 
For this study, steering and communication guidelines are defined to ensure efficient and 
continuous support. These guidelines apply to main external parties of this study: the 
case company and Helsinki Metropolia University of Applied Science. Together these 
parties will be supporting the student to achieve the project objective and outcome. 
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Project steering meetings are held when needed with the case company and the 
lecturers of the university. On behalf of the case company, there is a person assigned to 
participate in the steering meetings to give guidance and materials for the student. In 
addition, from Helsinki Metropolia University of Applied Science Senior Lecturer Nina 
Hellman is appointed to have responsibility. The communication with the main parties 
was organized on weekly basis, mainly verbally. 
 
2.3 Data Collection and Analysis 
 
This study is based on multiple data sources to ensure the optimal outcome for the 
project. The data collection of the study is divided into three rounds. Each data collection 
round’s data is used differently and in different steps of the study. Table 1 below presents 
the data collection of this study. 
 
Table 1. Details of interviews, workshops and discussions, in Data 1-3. (based on: Aittola 2015)  
 Participants / role Data type Topic, description Date, length Documented as 
 Data 1, for the Current state analysis (Section 3) 
1 TS 
Request Fulfilment 
Process Owner 
Skype 
meeting 
Current State of the Service 
Integration activities in the 
case company 
20th Sep 2017, 
30 minutes 
Field notes 
2 SJ 
Incident 
Management 
Process Owner 
Skype 
meeting 
Current State of the Service 
Integration activities in the 
case company 
21st Sep 2017, 
30 minutes 
Field notes 
3 DH 
Major Incident 
Management 
Process Owner 
Skype 
meeting 
Current State of the Service 
Integration activities in the 
case company 
4th Oct 2017, 
30 minutes 
Field notes 
 Data 2, for Expert Insights and Proposal building (Section 5 and 6) 
4 KR 
ITSM Expert 
Face-to-
face 
meeting 
Expert Insights of Service 
Integration objectives  
3rd Nov 2017, 
30 minutes 
Field notes 
5 PP 
Head of Solution 
Creation 
Skype 
meeting 
Expert Insights of Service 
Integration objectives 
17th Nov 2017, 
30 minutes 
Field notes 
6 SJ 
Manager of End 
User Support  
Face-to-
face 
meeting 
Expert Insights of Service 
Integration objectives 
17th Nov 2017, 
30 minutes 
Field notes 
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7 TK 
Service Manager of 
ERP Platform 
Services 
Face-to-
face 
meeting 
Expert Insights of Service 
Integration objectives 
17th Nov2017, 
30 minutes 
Field notes 
8 GN 
IT Quality Manager 
Face-to-
face 
meeting 
Expert Insights of Service 
Integration objectives 
27th Nov 2017, 
30 minutes 
Field notes 
9 OH 
Business Manager 
Skype 
meeting 
Expert Insights of Service 
Integration objectives 
24th Nov 2017, 
30 minutes 
Field notes 
 Data 3, from Validation (Section 7) 
10 KK 
ITSM and Quality 
Expert 
Face-to-
face 
meeting 
Feedback on the proposal 
of KPIs 
10th Jan 2018, 
1 hour 
Field notes 
11 SY 
IT Asset 
Management and 
Quality Expert 
Face-to-
face 
meeting 
Feedback on the proposal 
of Service Integration 
Manager role description 
30th Jan 2018, 
0,5 hour 
Field notes 
 
As shown in Table 1, the data for this study is collected in three rounds. The first data 
collection, Data 1, is used to create the current state analysis. The Data 1 is gathered by 
interviewing a few of the case company’s process owners to obtain an accurate opinion 
of the case company’s current Service Integration activities. The interview method for 
this data gathering round is a structured interview, which is based on the open questions 
mentioned in Table 3. This interview method was chosen to get a clear overview of the 
challenges and opportunities that the case company is phasing regarding the 
implementation of Service Integration. In addition, the structured interview method is 
making the results easier to compare with each other. In addition to the interviews, case 
company’s documents are exploited to construct the current state analysis. These 
documents are presented in Table 2 below.  
 
The second data collection round, Data 2, is utilized for the section Expert Insights. This 
data collection round is made to be comprehensive, since it has direct effect on the 
project outcome. The interview method in this data gathering round is a structured 
interview based on open questions that are listed in Table 4. The interview method was 
chosen to give results that are comparable with each other and give the needed 
outcome. Data 2 consists of interviews of the case company’s experts and other external 
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persons that have knowledge of Service Integration. Table 1 presents the interviews that 
are concluded in Data 2 gathering. 
 
Data 3 is collected for the validation of the proposal. It includes feedback on the proposal, 
which is given by the case company’s Quality Experts. Based on the feedback, 
assessment for KPIs and Service Integration Manager role description is done. During 
the assessment, adjustments to KPIs and Service Integration Manager role description 
can be made. The outcome of validation of the proposal is the final proposal of the study. 
 
Table 2 below presents the case company’s internal documents that are used in section 
3. Current State Analysis. 
 
Table 2. Internal documents used in the CSA, Data 1 (The case company’s internal documents). 
 Name of the document Number 
of pages 
Description 
A 
The case company’s IT Operating 
Model, v2.0.pdf 
69 pages 
A high-level summary of the case 
company’s IT Operations 
B 
The case company’s IT Services 
Handbook.ppt 
56 slides 
A high-level summary of the case 
company’s IT Services area 
C The case company’s IT Roles 2017.ppt 52 slides 
A high-level summary of the case 
company’s IT Roles 
D 
Service Reporting from IT to business 
2017.ppt 
19 slides 
A high-level summary of Service 
Performance measurements and 
reporting to business 
 
As shown in Table 2, internal documents that are used to create the current state analysis 
for the study consist of the case company’s confidential internal documents, that are 
made to describe the company’s IT operations. 
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3 Current State Analysis of the Case Company’s ITSM 
 
This section describes the current state of the case company’s ITSM area. Moreover, it 
introduces the case company’s current Service Integration activities and roles. In 
addition, the case company’s IT support process objectives are presented. This section 
starts with a description of the current analysis stage, from where it enters to the current 
IT processes and Service Integration activities. The end of this section describes the key 
findings from the Current State Analysis in form of SWOT analysis.  
 
3.1 Overview of Current State Analysis Stage 
 
The objective of this current state analysis is to have an understanding of the case 
company’s IT operations, IT processes and Service Integration activities to ensure the 
optimal outcome for the study. The CSA of this study is conducted in three steps, which 
are presented in Figure 4 below.  
 
 
Figure 4 Overview of the CSA of this study  
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In the first step of current state analysis, the case company’s IT operations and 
processes in scope are described. This is done by familiarizing with the case company’s 
IT Operating Model and process documents. In the second step, the case company’s 
Service Integration activities, measurements and roles are explored. In the third step of 
the CSA, the case company’s IT Process Owners are interviewed to obtain deeper 
understanding of the case company’s Service Integration and Performance activities. In 
the interviews it is also explored, what the current challenges and opportunities are to 
improve Service Integration in the company. The outcome of the Current State Analysis 
is SWOT analysis like presented in Figure 4.  
 
3.2 Overview of the case company’s IT operations and processes 
 
This section provides an overall image of the case company’s IT Service Management. 
It contains information about the operations, processes, roles and targets. 
 
3.2.1 The case company’s IT Operating Model 
 
The case company’s IT Operating Model describes the case company’s IT operations 
that aim to bring value to the customers in form of services. The case company’s IT 
Operating Model consists of three main parts: Demand, Development and Services, 
which are all controlled by Governance.  
 
In the case company, the life cycle of an IT service starts from the Demand. The demand 
for a new service comes through an idea, technical reason or business reason. From 
that it enters into Requirement Management process. The main goal of Requirement 
Management process is to analyze the need for the new service more specifically. 
Requirement Management is affected by Program Management and Resource 
Management, which together formulate constraints for the new service such as operating 
and development costs and resources. 
 
If the needed investment for the new service is in line with the expected profit, the service 
is pushed forward into Development, where Change Management process takes place. 
The main objective of Change Management process is to develop the service according 
to the requirements defined by Demand. With appropriate Change Management process 
and testing it is also ensured, that services are implemented in a way that they do not 
17 
 
 
harm the existing business. Change Management process also works as a trigger for 
Release Management process, which main objective is to prepare the service in a way 
that it is operating as planned and that it has appropriate service support. 
 
When services are in production, the actual business benefit for the company is attained. 
Therefore, it is important that certain activities are taken before bringing service into the 
production, where its value is realized. Governance on the other hand has the overall 
accountability of all IT Operations. Governance creates the possibilities and limitations 
to the IT Operations through IT Strategy, IT Organization, Enterprise Architecture, 
Communication, IT Quality, Finance, Sourcing and Security. 
 
In the case company’s IT Operating Model, the Service Integration and Service 
Performance activities of the company are not separated into their own areas. These 
take place from the beginning of Development and Resource Management to Services. 
In the later sections, Service Integration activities and functions of the case company are 
described in more detail. 
  
18 
 
 
3.2.2 IT processes 
 
This section provides an overview of the case company’s current IT processes within the 
scope of this thesis. The processes presented below take place when an IT service is in 
production. This section presents the objectives of the case company’s IT support 
processes. The following processes are described in this section: Incident Management, 
Major Incident Management, Knowledge Management, Request Fulfilment, Problem 
Management, Event Management and Change Management. 
 
3.2.2.1 Incident Management 
 
“Incidents are unplanned interruptions or significant reductions in the quality of an IT service” 
(IT event management, BMC). The primary goal of the case company’s Incident 
Management process is to restore normal service operation as quickly as possible and 
to minimize the adverse impact on business operations, thus ensuring that the best 
possible levels of service quality and availability are maintained. 'Normal service 
operation' is defined here as service operation within Service Level Agreement (SLA). 
(The case company’s IT Services Handbook) 
 
3.2.2.2 Major Incident Management 
 
The main objective of the case company’s Major Incident Management process is to log, 
categorize, prioritize and assign high priority incident in an appropriate way. In other 
words, the purpose is to investigate, diagnose and resolve major incidents to restore 
normal service level. Measurements and definitions of the normal service level are 
defined in SLA. One of the main tasks of Major Incident Management is also to bring 
together and inform the relevant stakeholders, such as external and internal customers 
and service providers. MIM process is critical, since it is directly comparable to the quality 
of business operations and services but also to the end user satisfaction. (The case 
company’s IT Services Handbook) 
 
3.2.2.3 Knowledge Management 
 
Knowledge Management process is responsible for creating, sharing, using and 
managing the knowledge and information within the case company. The primary purpose 
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of Knowledge Management is to improve efficiency by reducing the need to rediscover 
knowledge. The main objective of the case company’s Knowledge Management process 
is to make the right knowledge available to the right people at the right time. Knowledge 
Management promotes a culture of learning, sharing and creating knowledge among the 
organization. (The case company’s IT Services Handbook) 
 
3.2.2.4 Request Fulfilment 
 
The purpose of Request Fulfilment process is to fulfil Service Requests. Service Request 
is a formal request from a user for something new, such as applications installations or 
password resets. The main objective of the case company’s Request Fulfilment process 
is to approve and fulfil Service Requests within pre-defined service delivery times, that 
are defined in SLAs. Request Fulfilment process is also responsible for logging, 
categorizing, prioritizing and assigning Service Requests accordingly, but also for 
communicating the expected delivery times. (The case company’s IT Services 
Handbook) 
  
3.2.2.5 Problem Management 
 
Problem is a cause of one or more incidents. The cause for the problem is usually not 
known, when a problem record is created. Problem Management process is responsible 
for investigating problems and finding their root causes. The case company’s main 
objective of Problem Management is to eliminate recurring incidents and to minimize the 
impact of incidents that cannot be prevented. Problem Management leads to higher 
availability of IT services, which leads to increased user satisfaction and profit. (The case 
company’s IT Services Handbook) 
 
3.2.2.6 Event Management 
 
An event is a change to an IT service or a configuration item that is significant to its 
management. What differs events from the changes, is that changes are well planned 
and tested whereas events happen. On the other hand, the difference between incident 
and event, is that when incident occurs, something is wrong, while events are changes. 
Although, all incidents are events, since they are originated from a change to the state 
and quality of a service negatively. (IT event management, BMC) 
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The objective of the case company’s Event Management process is to record, evaluate, 
handle, correlate, analyze and pass events to proactive problem management. In other 
words, the main objective of Event Management is to determine correct actions for the 
event. Therefore, Event Management acts as a trigger to Problem Management, Change 
Management and Request Fulfilment process. Event Management detects potential 
issues and takes actions, before they create an impact on the business. (The case 
company’s IT Services Handbook) 
 
3.2.2.7 Change Management 
 
“A change is the addition, modification or removal of authorized, planned or supported 
service or service component and its associated documentation. Change Management 
controls the lifecycle of all Changes.” (The case company’s IT Services Handbook.) The 
objective of the case company’s Change Management process is to ensure that changes 
are recorded, evaluated, authorized, prioritized, planned, tested, implemented, 
documented and reviewed in a controlled manner. In addition, Change Management 
process ensures that changes are communicated to all relevant parties. The purpose of 
Change Management process is also to manage and optimize business risks that are 
related to changes. (The case company’s IT Services Handbook) 
 
3.2.3 IT Service Integration 
 
As described in chapter 3.2.1 The case company’s IT Operating Model, Service 
Integration and performance activities go hand in hand. In this chapter, the focus is on 
Service Integration activities and roles, and current service measurements. In addition, 
future possibilities and potential challenges related to Service Integration are explored. 
 
3.2.3.1 Objective of the Service Integration 
 
The objective of Service Integration is: “Provide transparency to IT Service performance 
data and manage the Service management processes in multi-vendor environment” 
(Service Integration at the case company). The case company’s Service Integration aims 
to provide the same user experience for all the case company’s IT Service users, 
regardless of the service or its service providers. Service Integration applies to all service 
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providers from whom the case company purchases elements to its IT Services. (Service 
Integration at the case company) 
 
The case company has defined pre-requisites to help achieve these objectives. One of 
them is that, there is defined to be only one data source for: IT assets, IT end users, IT 
services and applications, contacts, locations, operational reporting and KPI’s. In other 
words, the case company stores and manages a single source of data to avoid divergent 
data and multiple data sources. The other pre-requisite is that there is only one set of 
processes. This standardizes the ways of working and enables the service integration 
between service providers. In addition, it is determined that there is only one interface or 
tool to be used among IT end users. This helps to enhance the user experience and 
satisfaction. (Service Integration at the case company) 
 
3.2.3.2 Roles 
 
In services area the case company has identified three main roles, which together 
manage the services in production. These roles are Service Delivery Manager, Service 
Manager and Solution Support Specialist. In addition, the case company has identified 
Service Integration Manager’s role, but has not established it yet. 
 
The case company has named primary skills for Service Integration Manager which are 
Sourcing, KPI and Quality, ITIL, and Service Management. Primary skills define the 
knowledge that the person operating in Service Integration Manager’s role should have. 
Without considering the primary skills, Service Integration Manager role has not been 
defined. 
 
3.2.3.3 Measurements 
 
The case company has defined KPIs for measuring Service Performance in operational 
level. The objective of the KPIs is to review the performance of each service, and plan 
actions based on the KPIs to improve operations. The KPIs are reported to the 
management team regularly. The KPIs are defined to measure: IT End user satisfaction, 
Application Availability, Application Performance, Number of Incidents, SLA/On-time 
Delivery, and Number of Critical Incidents.  
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The case company has not defined KPIs for measuring IT support processes in each 
service. The KPIs for measuring Service Performance are giving overall image of the 
Service Performance, without going into details such as, processes or suppliers. For this 
reason, it is important for the case company to have Service Integration in place, which 
monitors the overall effectiveness of IT support processes regardless of the service 
providers. 
 
3.2.4 Challenges and Opportunities 
 
To create an optimal image of the challenges and opportunities faced in the Service 
Integration and performance, the case company’s process owners were interviewed. 
Table 3 below presents the questions and topics examined in the process owner 
interviews that are part of Data 1. 
 
Table 3. Process Owner Questionnaire used in the current state analysis, Data 1. 
Topic of the 
question 
Questions 
Personal 
experiences of the 
topic 
• How would you describe the current situation of Service 
Integration? 
• What decisions has the company made and how has it 
affected your work? 
Strengths and 
weaknesses 
• Have Service Integration activities been successful from 
your point of view? 
Key concerns 
 
• What are your key concerns about the current Service 
Integration activities? 
• What challenges are you currently facing as a Process 
Owner related to Service Integration? 
Analysis • What are the key success factors in Service Integration? 
• In which areas do you think there is space for 
improvement? In what way? How could that be done? 
 
As shown in Table 3, four different topics are discussed through in the interviews. The 
interview questions have been defined to be open-ended, which allows participants to 
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provide as detailed information as they desire. The questions have been made identical, 
which eases the combining of the data results. (Qualitative Interview Design: A Practical 
Guide for Novice Investigators, Turner, D. W., III) 
 
3.3 Summary of Key Findings from the Current State Analysis 
 
This section includes a summary of the key findings from the CSA. The summary is 
presented through SWOT analysis, which gives an overview of the strengths, 
weaknesses, opportunities and threats of case company’s Service Integration and 
performance. The summary is formed based on the Data 1 for CSA. The actual data can 
be found from Appendix 1. 
 
3.3.1 SWOT Analysis 
 
Figure 6 below presents the SWOT analysis done for the study. SWOT analysis is made 
according to Data 1 collected for the CSA. SWOT analysis consists of four areas that 
are: Strengths, Weaknesses, Opportunities and Threats. Strengths and Weaknesses are 
internal factors whereas Opportunities and Threats are external.  
 
 
Figure 5, SWOT analysis about the current state of Service Integration 
24 
 
 
As shown in Figure 6, the case company has multiple strengths towards Service 
Integration that were identified in the Current State Analysis. These include strengths 
such as employees’ positive attitude towards Service Integration, IT development 
program is on-going to strive towards Service Integration, and that training and 
information about Service Integration for the employees has been provided. Although, 
weaknesses show that no concrete timeline or sourcing decisions for implementing 
organization wide Service Integration in the case company have been made. 
 
Although, Figure 6 shows that the case company has opportunities for implementing 
Service Integration by using its current vendors that are offering Service Integration 
services and supporting with the implementation. In Figure 6, it is also described that the 
biggest threats are related to finding cost efficient and scalable Integration platform, and 
resources for Service Integration. In addition, it has been identified as a threat that 
incorporating and informing the vendors about the changes might be challenging.  
 
Figure 7 below present how weaknesses identified in the Current State Analysis are 
addressed in the project. In addition, Figure 7 includes the references to the chapter, in 
which they are issued. 
 
 
Figure 6, Weaknesses addressed in the project 
 
As shown in Figure 7 above all the four weaknesses are addressed in the project. As 
shown in Figure 7, some of the weaknesses are included in the project outcome, while 
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some of them are discussed in the theory part by providing best practices for solving 
them. In addition, Figure 7 presents the chapter in which the theory is covered.  
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4 Best Practices for Service Integration in Literature 
 
This chapter introduces the best practices in literature for implementing Service 
Integration. This section focuses on the theory behind the Service Integration, which 
helps the case company to plan the correct actions for its implementation. In this chapter 
the focus is on Service Integration and Management (SIAM) model. In addition, to the 
SIAM model, the best practices for defining KPIs are investigated. The purpose of this 
chapter is to provide a general understanding of SIAM and KPIs, and investigate the 
needed activities for a successful implementation of Service Integration. This section is 
formed based on multiple literature sources. 
 
4.1 SIAM 
 
The rising number of IT service suppliers within one service has created a demand for a 
common management model. “SIAM is an adaption of ITIL that focuses on managing 
the delivery of services provided by multiple suppliers” (An introduction to Service 
Integration and Management and ITIL®, Kevin Holland, pt. 5). In other words, SIAM is 
a service management approach that provides single point of accountability for the 
service management and delivery of all services provided by external and internal 
service providers. It takes responsibility and accountability for ensuring the suppliers’ 
performance across multiple service providers. (An introduction to Service Integration 
and Management and ITIL, Kevin Holland, pt. 5-6) 
 
Effective SIAM manages to detect and combine the best of service’s supply chain into 
simplified supply networks without exposing the complexity of them for customers. 
Moreover, SIAM provides tools for supplier coordination, integration, collaboration, and 
service delivery. It generates a clear model for Service Integration, where all parties know 
their role and responsibilities, and are committed to improve the quality of the service in 
collaboration. (An introduction to Service Integration and Management and ITIL, Kevin 
Holland, pt. 5-6) 
 
SIAM model offers organizations more guidelines, coordination, quality checks and rule 
control. This leads to less risky solutions, critical incidents, fatal errors and rule violations. 
In order to be successful, SIAM needs to carry out efficient relationship management, 
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conflict management, stakeholder management and negotiation skills. (An introduction 
to Service Integration and Management and ITIL, Kevin Holland, pt. 5-10) 
 
An important factor to remember according to Kevin Holland is that “People make SIAM 
work, not just processes” (An introduction to Service Integration and Management and 
ITIL, Kevin Holland, pt. 9). The whole business must be engaged to operate according 
to SIAM, especially IT process owners and service owners. (An introduction to Service 
Integration and Management and ITIL, Kevin Holland, pt. 9) 
 
4.1.1 Key Activities of SIAM 
 
According to Kevin Holland “The aim of SIAM is to provide a single point of visibility and 
control for the service management and delivery of all services provided by suppliers” 
(An introduction to Service Integration and Management and ITIL, Kevin Holland, pt. 6). 
 
SIAM is accountable for managing and coordinating multiple vendors in the process of 
ensuring a good quality of end-to-end services for end users. SIAM is responsible for 
making sure that the performance of the services and supplier meet the business needs. 
It is also responsible for coordination of service delivery, integration and interoperability 
across the whole IT organization. (An introduction to Service Integration and 
Management and ITIL, Kevin Holland, pt. 6). 
 
4.1.2 Key Roles for SIAM 
 
The main role for managing Service Integration is an Integration Manager (IM). In the 
white paper The Evolving Role of the Integration Manager Sanjiv Mehta and Ryan 
McManus (Accenture, 2012) investigate some of the challenges that Integration 
Managers are facing and how to handle those challenges. In the white paper, it is stated 
that how the organization defines IM’s role can have a big impact on the company’s 
strategical ability to evolve. 
 
The first challenge that is considered in the white paper is working across geographies. 
Nowadays, most of the largest companies operate world-wide, which creates a challenge 
for the IM to understand and manage different cultures and markets across the 
organization and market segments. The ideal solution would be that there are country or 
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region-specific IMs, who have local experience of the area and its norms. One of the 
main challenges is also complexity of the supplier web. The IM needs to be fully aware 
of the scope of outsourcing and the vendors. By doing this, the IM is also able to remove 
insufficiencies, and this way also to save costs. One key challenge for IM is also to drive 
a permanent organization-wide change. This can be facilitated by including the Change 
and Release Managers in the process. 
 
Due to the variety and complexity of Integration Manager’s role, it is not easy for the 
organization to find suitable candidates for the role. Preferably, Integration Manager has 
been in the company for a long time and has deep understanding of its strategical and 
financial targets. (Managing your integration manager, McKinsey) 
 
4.1.2.1 Required competences 
 
In the handbook SIAM Principles and Practices for Service Integration and Management 
Dave Armes, Niklas Engelhart, Peter McKencie and Peter Wiggers (2015) the required 
competences to the Service Integrator staff have been defined. According to the 
handbook, the baseline requirement is to have an understanding of the practical 
implementation of ITIL and COBIT frameworks. Other competences listed in the 
whitepaper are: business relationship management, communication skills, commercial 
acumen, negotiation and conflict resolution skills, influencing skills, ability to make 
interpersonal relationships and contract management. In brief, the key competence for 
service integrator staff is to be able to work seamlessly within the team. 
 
4.1.3 SIAM Component Model 
 
In order to work, SIAM needs an effective operating model that supports the company’s 
business requirements and its suppliers. The purpose of SIAM model is to group the 
organization’s capabilities such as processes, functions, activities and principles into 
more manageable components. An effective operating model consists of several smaller 
components that provide the company and its suppliers a better understanding of SIAM, 
decisions of outsourcing and insourcing, and ability to apply consistent terminology and 
approaches. In addition, an efficient SIAM operating model gives the company the ability 
to accommodate the model for different services and service suppliers. Figure 8 below 
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provides an example of SIAM component model. (An introduction to Service Integration 
and Management and ITIL, Kevin Holland, pt. 7-8) 
 
 
Figure 7 SIAM component model (An introduction to Service Integration and Management and ITIL, Kevin 
Holland) 
 
The core components of this model are presented with more darker color in Figure 8. 
Each component shown in Figure 8 can be delivered and sourced as an internal or an 
external service. The sourcing decision of the components should depend on the existing 
SIAM capability inside the business itself, and the maturity and the capacity of that 
specific capability. In other words, the organization should group the components by itself 
to correspond with its own needs. (An introduction to Service Integration and 
Management and ITIL, Kevin Holland, pt. 7-8) 
 
4.1.4 SIAM Sourcing Model 
 
When an organization itself does not have internal Service Integration capabilities, they 
have been outsourced from another company. The companies that provide integration 
services are referred to as Service Integrators (SIs). In addition to integration, Service 
Integrators are usually responsible for designing end-to-end services including the 
designing of system integration, development and support for the service. Therefore, 
they are also negotiating contracts with subcontractors and sub-suppliers. Although, 
Service Integrators should never have overall accountability of SIAM. (An introduction to 
Service Integration and Management and ITIL, Kevin Holland, pt. 19) 
30 
 
 
According to Kevin Holland there are three sourcing strategies for Service Integration: 
outsource SIAM services from an external provider, use internal capabilities to manage 
SIAM, or use internal resources complemented by one or more external SIAM providers. 
The decision for the SIAM sourcing strategy should be done in careful consideration and 
with the clear understanding of SIAM, SIAM service providers, and organizations SIAM 
capabilities. All three sourcing options have their own benefits and risks, which should 
be taken into account when choosing the right SIAM sourcing strategy. (An introduction 
to Service Integration and Management and ITIL, Kevin Holland, pt. 20) 
 
Some example benefits of outsourced SIAM are guaranteed SIAM performance and 
SIAM capability of the provider and established SIAM model. In addition, outsourced 
SIAM is easier to implement, since the SIAM model will fit more likely to the current 
business model. Therefore, it also reduces the impact on the business. The main risks 
for establishing outsourced SIAM are the implementation, which might take from 6 to 12 
months, and the costs, which might increase, if the SIAM model needs customizations. 
An outsourced SIAM model and provider might also be expensive or inflexible to change, 
which highlights the importance of making the right decisions. Outsourced SIAM is also 
challenging to manage and requires an efficient supplier relationship management. (An 
introduction to Service Integration and Management and ITIL, Kevin Holland, pt. 21) 
 
The main benefits for using internal SIAM resources are low costs, flexibility for changes, 
and the right scalability. Also, the improvement of SIAM is more likely to be done based 
on the commitment and not profit. A number of risks rises when the organizations are 
not sure about their capabilities and internal resources. Internally sourced SIAM will 
probably have constraints regarding development and skills. (An introduction to Service 
Integration and Management and ITIL, Kevin Holland, pt. 21) 
 
Benefits for using internal resources complemented by one or more SIAM service 
providers are similar to using only internal resources. Although, if one or multiple SIAM 
service providers are used in addition to internal resources, it is more likely that there will 
be more flexibility to meet the demand, to do modifications and changes, and to improve. 
The risks are that SIAM might become too complicated, especially if the roles, 
responsibilities and processes are not clear. In addition, there might be limited availability 
of skills and SIAM providers in the market. (An introduction to Service Integration and 
Management and ITIL, Kevin Holland, pt. 21) 
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4.1.4.1 Key Success Factors of Service Integrator Model 
 
Consulting company Inflexion Point Consulting has written a white paper How to make 
the ‘Service Integrator Model’ really work!, where key success factors of efficient Service 
Integrator model are discussed. According to the white paper an effective Service 
Integrator model starts from collaborative environment. One of the biggest challenges is 
to make service suppliers co-operate together, especially when they might be 
competitors. The solution requires behavioural and transactional Change Management. 
(Inflexion Point Consulting, How to make the ‘Service Integrator Model’ really work!) 
 
The objective of behavioural Change Management is to make each supplier understand 
how they benefit from the success. For example, how the Service Integrator Model can 
help them reduce costs by diminishing process overlaps and gaps. One way of doing 
this is to create Service Integrator Enterprise, which has  a common set of values and 
rules. Service Integrator Enterprise will promote mutual trust with each supplier 
individually, but also between them. The crucial thing is to make suppliers understand, 
how they can act in integrity, deliver quality service and achieve good results by working 
in collaboration. (Inflexion Point Consulting, How to make the ‘Service Integrator Model’ 
really work!) 
 
The other key success factor for working Service Integrator Model is transactional 
change. The aim of transactional change is to make Service Integrator Enterprise mature 
and collaborate in practice. Transactional change can be divided into three phases: an 
initiation phase, a transformation phase and a coherence phase. The purpose of the 
initiation phase is to incorporate the suppliers by defining common rules and objectives. 
At the initiation phase, the risks are highest and the benefits lowest, but when moving on 
to the next phases the risks decrease and the benefits grow. In the transformation phase 
the actual collaboration and commitment is realized. While on the coherence phase, the 
strategic interdependence is pursued. (Inflexion Point Consulting, How to make the 
‘Service Integrator Model’ really work!) 
 
After each phase, the Service Integrator Enterprise should have a gate review, where 
the objective is reassessed and updated. This prevents the enterprise from moving on 
the next phase before benefits are accomplished. To make a transactional change to 
work, it is recommended to include Change Managers, who will have an objective view 
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on the realization of the objectives. (Inflexion Point Consulting, How to make the ‘Service 
Integrator Model’ really work!) 
4.1.5 Integration Platform Supporting Service Integration 
 
Integration platforms are software that enable integration between on-demand and cloud 
services, applications and data. Integration platforms are used for integrating 
applications and services together to make IT processes work from end-to-end. In other 
words, it is the technology that supports SIAM. Integration platforms are provided by 
iPaaS vendors, who deliver software without having to build and support the actual 
infrastructure. (iPaaS (integration platform as a service), Techtarget) 
 
The main benefit of iPaaS is that it is able to deploy, manage, govern and integrate 
different technologies from different service providers. In brief, iPaaS can meet 
organization’s unique needs with cloud-based tools. IPaaS is also scalable and able to 
adapt to the increasing data volumes, which makes it easy to deploy. In addition, iPaaS 
standardizes and simplifies organization’s operations by providing real-time integration 
between connected services, applications and resources. This way, it also enhances the 
customer experience. (iPaaS (integration platform as a service), Techtarget) 
 
In a white paper A Powerful iPaaS software company MuleSoft has listed the main 
characteristics for an efficient Integration Platform. One of the main characteristics is that 
the platform offers an easy-to-use development environment, where developers have 
interface for creating and managing integration flows. A successful Integration Platform 
also includes pre-built connectivity that provides existing codes for creating interfaces. 
This way the company does not need to write a customized code for the interfaces, which 
reduces the costs of development. Moreover, the Integration Platform has to provide 
secure gateway for data flows, especially between on-premise and cloud applications.  
 
4.1.6 Implementing SIAM 
 
The implementation process of SIAM should always start from having a consistent 
service portfolio and service catalogue, that includes clear dependencies and service 
characteristics. After this, it is important to gain a clear understanding of technical 
dependencies and boundaries between the services. According to Kevin Holland, there 
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should be a visual map, which shows the service hierarchy. (An introduction to Service 
Integration and Management and ITIL, Kevin Holland, pt. 10-11) 
 
SIAM processes should be documented by including the SIAM provider and the interfaces 
with the service suppliers, the business and the end users. When documenting SIAM 
processes, it is most important to document clearly the information exchange between 
the parties. An efficient way to do this is to make a mapping between all the inputs and 
outputs of the process. This way SIAM processes are consistent and without any gaps in 
the process. In other words, the processes should not be documented too detailed, 
especially if the supplier has multiple subcontractors. This prevents the process 
documentation of getting too complicated and inflexible, but also saves time. (An 
introduction to Service Integration and Management and ITIL, Kevin Holland, pt. 10-11) 
 
To support the SIAM process documentation, standards for information exchange should 
be defined. For example, the minimum information required for an interface. It might 
not be possible to apply the same standards for every supplier, but it should be 
something to pursue. With the help of standards, the information exchange between the 
systems is consistent and manageable. (An introduction to Service Integration and 
Management and ITIL, Kevin Holland, pt. 10-11) 
 
The next thing to do when implementing SIAM, is to incorporate the suppliers into the 
processes. This should start by understanding the suppliers’ role in the business 
environment, such as capabilities and responsibilities. Kevin Holland has introduced an 
example model for dividing suppliers into four different types depending on the service 
that they provide. The four types are: integrations services, bespoke services, standard 
services and commodity services. For suppliers that provide integration services and 
bespoke services, SIAM should build a close relationship with. Integration with these 
services requires good collaboration to ensure good service delivery. Standard services 
on the other hand, require a good relationship to support service delivery, while 
commodity services will most likely have only contractual relationship. (An introduction 
to Service Integration and Management and ITIL, Kevin Holland, pt. 11-12) 
 
Depending on the supplier type, SIAM should create an environment for a good personal 
relationship. Relationships with suppliers should be built between ITIL processes, 
because this facilitates applying the standards. With every supplier SIAM should develop 
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common standards, policies, templates, toolsets for integration and KPIs. (An 
introduction to Service Integration and Management and ITIL, Kevin Holland, pt. 11-12) 
 
4.2 Key Performance Indicators 
 
Key Performance Indicators are defined measurements, which objective is to describe 
the organization’s performance towards its long-term goals. What differs KPIs from 
normal measurements is that KPIs measure performance of activities that influence 
directly achievement of business goals. KPIs are important, because they motivate the 
employees to perform better, take actions and make better decisions towards common 
goals. For this reason, KPI needs to be clearly defined and easy to understand. The IPA 
rule works as a guideline for defining KPIs. IPA comes from words: Important, Potential 
and Authority. In other words, KPI needs to be important, it needs to have potential for 
improvement and the employees need to have authority to improve it. (Defining KPIs: 
How to Choose Metrics That Inspire Action, Geckoboard) 
 
To be effective, KPIs need to be monitored and reported. In addition, they need to be 
easy-to-read and accessible for all the relevant persons. Organizations should not expect 
employees to develop towards KPI, if they are not aware of them. Dashboards are a 
perfect tool for KPI reporting, since they visualize the data in real-time. (Introduction to 
Key Performance Indicators, Klipfolio)  
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5 Expert Insights 
This section focuses on the expert insights on Service Integration practices. The expert 
insights in this section are gathered by interviewing internal and external persons, who 
have expertise in Service Integration and IT Service Management. The purpose of this 
chapter is to discover the main objectives of Service Integration and IT support 
processes to be able to define suitable KPIs for the case company.  
 
5.1 Questionnaire for experts 
 
Table 4 below presents the questionnaire that is used when interviewing the case 
company’s internal experts and other external experts. The aim of the questions is to 
discover the goals and measurements for Service Integration. 
 
Table 4. Questionnaire for internal and external used in the best practices of Service Integration 
in the Industry, Data 2. 
Topic of the 
question 
Questions 
General • How do you see Service Integration? 
Objectives • What are the long-term goals in IT Service Management 
area? 
• What are the short-term goals which help you to achieve 
these? 
Activities and 
tools for achieving 
the objectives 
• How can Service Integration help to achieve these 
goals? What are the main objectives of Service 
Integration? 
• What is the optimum performance of IT support 
processes when Service Integration is in place? 
• How can Service Integration support better decision 
making? 
Evaluation 
towards the goals 
• How to identify that the objectives have been achieved? 
 
As shown in Table 4, the questions are the same for the internal and external experts. In 
the interviews with the case company’s internal experts the focus is on finding expert 
insights for Service Integration that accommodate to the case company’s own interests 
and strategy. While, the focus of the external interviews is to find insights that have been 
proven to work in the industry. For example, the questions related to the Service 
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Integration objectives are individual when interviewing the internals, whereas 
interviewing the externals they tend to be general. 
5.2 Questionnaire Findings 
 
The questionnaire findings were analysed by creating an excel sheet, where answers of 
the interviewed persons are presented and summarized with common keywords and 
themes occurred in the answers. Figure 9 below presents a snapshot taken from the 
expert questionnaire. The actual data can be found from Appendix 2. 
 
 
Figure 8, Expert questionnaire analysis 
Like in Figure 9, the interview questions are shown horizontally in the top row and the 
interviewed persons vertically in the left column. The question answers were analyzed 
vertically by summarizing the answers of each person with re-occuring keywords and 
themes. 
 
According to expert questionnaire analysis the common keywords used for first question 
“How do you see Service Integration?” were: visibility, accountability, coordination, 
collaboration of processes, service experience, control over delivery chain, common 
rules and guidelines, and orchestrated service providers. In brief, the experts agree that 
Service Integration increases the visibility of action, takes accountability and enhances 
coordination across the whole service delivery chain, including services, service 
providers and processes. Common long-term goals on the other hand were: common 
SLAs, reduced costs through cost visibility, service and process maturity, service 
performance and availability, user and stakeholder satisfaction, adequate purchasing 
and faster development. However, short-term goals that help achieving the long term 
goals were: implementation of the ITSM tool, service performance measurements, end-
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to-end SLAs, service prioritization through understanding of the service catalogue, 
simplified supplier web, cloud solutions, investments to SIAM, governance model and 
defined route map. 
 
Fourth question: “How can Service Integration help achieve these goals? What are the 
main objectives of Service Integration?” identified themes such as management and 
coordination of supplier web, standardized and lean processes, accurate sourcing, 
SLAs, support models and procedures, fast change and decisions making, visibility of 
costs, volumes and performance, increased collaboration, automation, more capacity left 
for other areas, customer orientation and shared common goal. 
 
Keywords for the fifth question “What is the optimum performance of IT support 
processes when Service Integration is in place?” were categorized per each process 
within the project scope. Keywords for Incident Management process were: fewer 
incidents, preventive and automated incident management, quick escalation and end-to-
end resolution time, and higher first fix rate. However, for Major Incident Management 
process they were: no P1 and P2 tickets, monitoring and preventive maintenance. 
Common words for Knowledge Management process were: more first fix and self-help 
Knowledge Articles, valid information in Knowledge Articles, knowledge availability and 
knowledge lifecycle process. For Request Fulfilment process, the keywords were: 
automation, quick resolution and transparency to the end users. In Problem Management 
process proactive problem detection and resolution, quick RCA, permanent problem 
resolution and automated escalation were highlighted. The optimum level of operation 
for Event Management process was: predictive and automated event handling and event 
tracking. The most important measurement for Change Management process was end-
to-end lead time, clear and pre-approved changes, visibility to Change Request pipeline 
and deployment schedule. 
 
Common answers to sixth question “How Service Integration can support on better 
decision making in IT Service Management area?” were: visibility to data and changes, 
prioritization of changes, understanding system environment, identification of 
improvement points, detection of overlaps, volumes and trends per service, 
benchmarking of parties, end user satisfaction, Knowledge Article creation and 
maintaining rate, and end-to-end delivery times. The common answers for the last 
questions “How to identify that the objectives have been achieved?” was by 
implementing KPIs and measurements. 
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5.3 Conceptual Framework 
 
Sections 4. Best Practices for Service Integration in Literature and 5. Expert Insights 
together researched the literature and expert insights for the outcome of the study. The 
outcome of these two sections is conceptual framework of the study, presented in  Figure 
10 below.  
  
 
Figure 9, Conceptual Framework 
 
As shown in Figure 10, the conceptual framework consists of three main sources. The 
first source is a service management approach SIAM, which is built on top of ITIL 
practices for IT Service Management. Secondly, literature sources from technology 
consulting companies which have expertise on Service Integration. Thirdly, expert 
insights from the case company’s experts and other external experts.   
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6 Building Proposal for Service Integration Manager role description and 
KPIs 
 
This section describes building the proposal for KPIs and Service Integration Manager 
role description. The proposal is built based on the data and literature gathered in this 
study. This section introduces the stages of proposal building, key findings for proposal 
building and actual proposal.  
 
6.1 Stages of Building the Proposal 
 
The two objectives of this study are: 1. to define the first time KPIs for the case company’s 
Service Integration to be able to measure and steer IT support processes, and 2. to 
define Service Integration Manager role description. For these objectives the proposal 
was built differently due to diversity of the available data sources. 
 
The Service Integration Manager role description and process KPIs were constructed by 
first familiarizing with the case company’s IT operations and their objectives. After that, 
the available literature sources were studied. Finally, also the case company’s experts 
and some external experts were interview to obtain comprehensive understanding of the 
objectives of Service Integration for the proposal building. Figure 10 below visualized all 
the proposal building stages of the project. Although, these stages were used differently 
for the project outcomes as described below. 
 
 
Figure 10, Overview of Proposal Building Stages 
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The proposal for the KPIs was built in three stages which are illustrated in Table 5 below. 
 
Table 5. Proposal building stages for KPIs 
Source Phase Goal and scope Documentation 
Data 1 1st Data gathering round 
for proposal building 
To discover the case 
company’s IT support 
process objectives 
Interview notes, 
section: 3. Current 
State Analysis 
Literature 2nd Data gathering round 
for proposal building 
To find out best 
practices for building 
KPIs  
section: 4. Best 
Practices of 
Service Integration 
in Literature 
Data 2 3rd Data gathering round 
for proposal building 
To find out the 
optimum performance 
of IT support 
processes 
Interview notes, 
Expert 
questionnaire 
analysis, 
section: 5. Expert 
Insights 
 
As shown in Table 5, the proposal for the first time KPIs was built by first exploring the 
objectives of the case company’s IT support processes. This was done by going through 
the case company’s internal process documentation. These documents were 
summarized in section Current State Analysis. Since KPIs are individual and dependent 
of each company’s business strategy, there is not much literature available. For this 
reason, in addition to the theory of how to define KPIs, expert insight were researched in 
this project to be able to define KPIs that support the case company’s objectives. 
 
On the other hand, the proposal for Service Integration Manager role description was 
built according to available literature sources. The proposal building stages for Service 
Integration Manager role description  are presented below in Table 6. 
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Table 6. Proposal building stages for Service Integration Manager role description 
Source Phase Goal and scope Documentation 
Literature Literature study To find out the best 
practices for defining 
Service Integration 
Manager’s role 
description 
section: 4. Best 
Practices of 
Service Integration 
in Literature 
 
Like presented in Table 6, the proposal for Service Integration Manager role description 
was built according to the literature. The purpose of the data gathering round was to 
discover common tasks and responsibilities for a Service Integration Manager. 
 
6.2 Key Findings for Proposal Building 
 
This section presents the most important observations made during the study that have 
had influence on the proposal itself. The key findings are divided according to the 
proposal building stages: Current State Analysis, Best Practices for Service Integration 
in Literature and Expert Insights. 
 
6.2.1 KPIs for Service Integration 
 
The proposal for KPIs was built according to the Data 1, literature and Data 2. The key 
findings for building KPIs for Service Integration are presented below. 
 
6.2.1.1 Findings from Current State Analysis and Expert Insights 
 
In section 3. Current State Analysis the case company’s internal process documents 
were investigated to have an overview of each IT support process’ objectives. In section 
5. Expert Insight the case company’s experts and some external experts were 
interviewed to get more views on the optimum performance of IT support processes.The 
IT support process objectives identified in sections 3. Current State Analysis and 5. 
Expert Insights are presented in Table 7 below. 
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Table 7. The objectives of the case company’s IT support processes 
Process Objective 
Incident Management 
 
 
 
Current State Analysis: 
To restore normal service operation as quickly as possible 
and minimize its impact. 
Expert Insights: 
To have fewer incidents, preventive and automated incident 
management, quick and automated escalation, fast end-to-
end resolution time and higher first fix rate. 
Major Incident 
Management 
Current State Analysis: 
To resolve major incidents so that normal service level is 
restored. 
Expert Insights: 
To have monitoring and preventive maintenance, which 
would result in not having Major Incident tickets at all. 
Knowledge 
Management 
Current State Analysis: 
To make the right knowledge available to the right people at 
the right time. 
Expert Insights: 
To have more first fix and self-help Knowledge Articles. In 
addition Knowledge Articles are valid, up-to-date and 
available for all parties. In addition, knowledge lifecycle 
process should be deployed across the parties. 
Request Fulfilment Current State Analysis: 
To approve and fulfil Service Requests within service delivery 
times. 
Expert Insights: 
To have an automated or really fast Service Request 
Fulfilment process. In addition, to be able to provide 
transparency to the end user. 
Problem Management Current State Analysis: 
To eliminate reoccurring incidents and to minimize the impact 
of incidents that cannot be prevented. 
Expert Insights: 
To have proactive problem detection, automated routing, 
permanent problem resolution and be able to do quick RCA. 
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Event Management Current State Analysis: 
To record, evaluate, handle, correlate, analyze and pass 
events to proactive problem management. 
Expert Insights: 
To have predictive and automated event handling and event 
tracking. In addition, Event Management process should 
trigger Incident Management process automatically. 
Change Management Current State Analysis: 
To ensure that changes are recorded, evaluated, authorized, 
prioritized, planned, tested, implemented, documented and 
reviewed in a controlled manner. 
Expert Insights: 
To have fast end-to-end lead time for changes, and that all 
parties have visibility to CR pipeline and deployment 
schedule. In addition, Change Request requirements should 
be clear and pre-approved.    
 
 
6.2.1.2 Best Practices for KPIs in literature 
 
From the literature it was discovered that KPIs should differ from normal measurements, 
because they measures the performance of activities towards the achievement of 
business goals. KPIs should also motivate the employees to perform better, to take 
actions and to make better decisions towards common goals. The IPA rule works as a 
guideline for defining KPIs. IPA comes from words: Important, Potential and Authority.  
 
6.2.2 Service Integration Manager role description 
 
As noted in the previous section 6.1 Stages of Building the Proposal the proposal for 
Service Integration Manager role description was built based on the information gathered 
in section: 4. Best Practices for Service Integration in Literature. Key findings from these 
sections are presented below. 
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6.2.2.1 Best Practices for Service Integration in literature 
 
In the section 4.1.2 Key Roles for SIAM it was noted that key challenges for Service 
Integration Manager are: working across geographies, understanding the complexity of 
the supplier web and to drive permanent organization wide change. While the key 
competences for Service Integration Manager identified in section 4.1.2.1 Required 
competences are: cultural awareness, ITIL and COBIT frameworks, business 
relationship management, communication skills, commercial acumen, negotiation and 
conflict resolution skills, influencing skills, ability to make interpersonal relationships and 
contract management. These are taken into account in proposal for Service Integration 
Manager role description in parts Soft skills and Knowledge. 
 
In the section 4.1.1 Key Activities of SIAM it is mentioned that “SIAM is accountable for 
managing and coordinating multiple vendors in the process of ensuring a good quality of 
end-to-end services for end users. SIAM is responsible for making sure that the 
performance of the services and supplier meet the business needs. It is also responsible 
for coordination of service delivery, integration and interoperability across the whole IT 
organization.” This is considered in the proposal for Service Integration Manager role 
description in the responsibilities.  
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6.3 Proposal  
 
6.3.1 Service Integration Manager role description 
 
The proposal for Service Integration Manager role description is divided into three 
categories: Knowledge, Soft skills and Responsibilities. Knowledge describes the 
knowledge that the Service Integration Manager should have gained, in form of work 
experience or education. Soft skills on the other hand indicate the personal 
characteristics of the Service Integration Manager. The Soft skills and Knowledge were 
defined according to the information obtained in sections 4.1.2 Key Roles for SIAM and 
4.1.2.1 Required competences. The responsibilities present the tasks and the areas that 
the Service Integration Manager is responsible for. The responsibilities were defined by 
combining the parts of Service Integtration tasks, definitions and responsibilities from 
section 4. Best Practices for Service Integration in Literature. Table 9 below presents the 
proposal of the Service Integration Manager role description. 
 
Table 9. Proposal for Service Integration Manager role description 
Knowledge • ITIL, COBIT & SIAM 
• Finance and Strategy 
• Supplier Management 
• Project Management 
• Organizational Change Management 
• Contract Management 
 
Soft Skills • Negotiation and Communication Skills 
• Relationship Management 
• Conflict Management 
• Cultural Awareness 
• Eagerness to grow and develop 
Responsibilities • Responsible for defining and implementing SIAM 
practices and procedures 
• Responsible for reporting the quality of the services to 
the business  
• Responsible for explaining and ensuring the resolution, 
if service is not delivered in defined quality 
• Responsible for managing and improving the supplier 
network 
• Responsible for developing the services together with 
the service suppliers 
• Responsible for detecting and removing inefficiencies 
from the service delivery process 
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6.3.2 KPIs for Service Integration 
 
The proposal for KPIs consists of KPI definitions which were defined according to the 
process objectives from sections 3. Current State Analysis and 5. Expert Insights. At this 
stage, the proposal is a suggestion to the case company, after which it is validated and 
adjustments are made. The final proposal of the KPIs will include more detailed 
descriptions of the KPIs and information on how they could be measured. Table 10 
below, presents the proposal for KPIs. 
 
Table 10. Proposal for KPIs 
Incident Management 
Process Objectives KPIs 
Current State Analysis: 
To restore normal service operation as quickly as 
possible and minimize its impact. 
Expert Insights: 
To have fewer incidents, preventive and automated 
incident management, quick and automated escalation, 
fast end-to-end resolution time and higher first fix rate. 
1. Number of Incidents 
2. Incident first-fix rate 
3. Incident E2E resolution 
time 
4. Number of re-
assignments 
Major Incident Management 
Process Objectives KPIs 
Current State Analysis: 
To resolve major incidents so that normal service level 
is restored. 
Expert Insights: 
To have monitoring and preventive maintenance, which 
would result in not having Major Incident tickets at all. 
1. Number of Major 
Incidents 
2. Down time of IT services 
3. Time from Major Incident 
detection to resolution 
Knowledge Management 
Process Objectives KPIs 
Current State Analysis: 
To make the right knowledge available to the right 
people at the right time. 
Expert Insights: 
To have more first fix and self-help Knowledge Articles. 
In addition that Knowledge Articles are valid, up-to-date 
and available for all parties. In addition knowledge 
1. Percentage of Incidents 
resolved with 
Knowledge Articles 
2. Number of Knowledge 
Articles with negative 
feedback 
3. Percentage of 
Knowledge Articles in 
each lifecycle stage 
47 
 
 
lifecycle process should be deployed across the 
parties. 
Request Fulfilment 
Process Objectives KPIs 
Current State Analysis: 
To approve and fulfil Service Requests within service 
delivery times. 
Expert Insights: 
To have an automated or really fast Service Request 
Fulfilment process. In addition, to be able to provide 
transparency to the end user. 
1. Service Request E2E 
resolution time 
2. Percentage of 
automated Service 
Requests 
 
Problem Management 
Process Objectives KPIs 
Current State Analysis: 
To eliminate reoccurring incidents and to minimize the 
impact of incidents that cannot be prevented. 
Expert Insights: 
To have proactive problem detection, automated 
routing, permanent problem resolution and be able to 
do quick RCA. 
1. Problem E2E resolution 
time 
2. Percentage of proactive 
problem tickets 
3. Percentage of Major 
Incidents triggering 
Problem Management 
process 
4. Number of Incidents 
after Problem resolution 
Event Management 
Process Objectives KPIs 
Current State Analysis: 
To record, evaluate, handle, correlate, analyze and 
pass events to proactive problem management. 
Expert Insights: 
To have predictive and automated event handling and 
event tracking. In addition, Event Management process 
should trigger Incident Management process 
automatically. 
1. Number of events 
2. Percentage of 
automated events 
3. Percentage of Events 
triggering Incident 
Management process 
Change Management 
Process Objectives KPIs 
Current State Analysis: 
To ensure that changes are recorded, evaluated, 
authorized, prioritized, planned, tested, implemented, 
documented and reviewed in a controlled manner. 
1. Change E2E 
deployment time 
2. Number of changes in 
each change type 
3. Change success rate 
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Expert Insights: 
To have fast end-to-end lead time for changes, and that 
all parties have visibility to CR pipeline and deployment 
schedule. In addition Change Request requirements 
should be clear and pre-approved.    
4. Number of development 
defects 
 
As shown in Table 10, for many processes KPIs include process end-to-end lead time, 
which is important for Service Integration to measure, in order to achieve an accurate 
view of the processes effectiveness without taking into account the different SLAs that 
service providers might have. As described in the CSA section 3.2.3.3 Measurements 
currently the case company is measuring only the SLA/On-time delivery. 
 
In addition, many processes include a KPI that calculates the number of tickets. These 
kind of KPIs were also identified to be effective, since they show the direction in which 
the process is developing compared to the situation before. As mentioned in section 
3.2.3.3 Measurements, the case company has already implemented these kind of KPIs 
to calculate the number or Incidents and number of critical Incidents. In the proposal, 
these KPIs are extended to other processes as well. 
 
In addition, the process KPIs for Service Integration include KPIs that calculate the 
portion of automation, since one of the main goals of SIAM is to remove inefficiencies 
from the process and make it as straightforward as possible. Like noted in section 3.2.3.3 
Measurements, these kind of KPIs have not been used in the case company before. 
 
As a conclusion, the rest of the KPIs, are defined to measure the activities that lead to 
the improved quality of the processes when looking at the process objectives. For 
example, one of the objectives of Problem Management process is to have proactive 
problem detection and permanent problem resolution. For this reason, Problem 
Management process KPIs are defined to measure the percentage of proactive problem 
tickets compared to all problem tickets and number of Incidents occurred after Problem 
resolution. 
 
 
 
 
49 
 
 
7  Validation of the Proposal   
 
This section describes the results of validation of the proposal developed in Section 6. 
Building Proposal for Service Integration Manager role description and KPIs. This section 
presents the validation stages and the key findings. In addition, the final proposal is 
included in this section. 
 
7.1 Overview of Validation Stages 
 
The objective of the validation was to ensure that the proposal made meets the 
requirements of the case company. Figure 11 below presents the overview of validation 
stages. 
 
 
Figure 11, Overview of Validation Stages 
 
As presented in Figure 11 the validation of the proposal was done in four stages. The 
first stage was a proposal that consisted of suggested KPIs and Service Integration 
Manager role description. In other words, at this stage the proposal was defined, but not 
build according to the case company’s templates. The proposal was presented to the 
case company to provide feedback on the proposal. The feedback on the proposal was 
received from Data 3 as presented in Table 1 in section 2. Research Design. After the 
feedback on the proposal was provided, changes to proposal were made by and the final 
proposal was made according to the case company’s desired way of presentation. 
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7.2 Key Findings for Validation 
 
Key findings for validation of the proposal were obtained from the feedback given by the 
case company. 
 
7.2.1 Key Findings for Service Integration Manager role description Validation 
 
In the validation of Service Integration Manager role description, it was noted that the 
proposed Knowledge and Soft skills for the Service Integration Manager are aligned with 
the case company’s prospects. In addition, it was introduced that some of the suggested 
Responsibilities should be adjusted to the case company’s future Service Integration 
governance model, according to which Service Integration would be responsible for 
reporting the operational activities to IT organization not to business. This is considered 
in the final proposal of this thesis. In addition, small enhancements to the naming of the 
Responsibilities is done. 
 
7.2.2 Key Findings for KPI Validation 
 
In the second validation stage, feedback on the proposal it was noted that the proposed 
KPIs were adequate and served the purpose. In addition, it was noted that the final 
proposal should include KPIs for future, which the case company should not measure 
from the beginning. The main key finding was that the final proposal should include a 
description of the KPI according to the case company’s scorecard, which explains what 
the KPI measures and why, how it is measuring and how employees can influence to it. 
This requirement is met in section 7.3 Final Proposal, which also includes an example 
what the KPI could look like. 
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7.3 Final Proposal 
 
The final proposal is provided according to the layout that the case company is using. 
 
7.3.1 Final Proposal for Service Integration Manager role description 
 
Figure 13 below, presents the final proposal for Service Integration Manager role 
description, which is presented according to the template used in the case company. 
 
 
Figure 12, Final proposal for Service Integration Manager role description 
 
As shown in Figure 13 the description includes the responsibilities of Service Integration 
Manager. Deliverables on the other hand show the concrete outcomes of the SIM. 
Primary skills and secondary skills describe the skill set that SIM should be having. 
Meetings and Steering is challenging to know before the case company comes up with 
the Service Integration governance model, but the suggestion is to have a SMO board 
dedicated to the Service Integration. In addition, common titles in Figure 13 present the 
additional names for the Service Integration Manager. 
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7.3.2 Final Proposal for KPIs 
 
The final proposal for KPIs is presented according to the case company’s scorecard, 
which describes what the KPI measures and why, and how it is measuring, and how 
employees can influence it. A complete list of KPIs is included in Attachment 2. 
 
The actual KPI charts are not included in the final proposal. Although, it is suggested that 
the case company will formulate the charts in a way that: differences of each company’s 
performance can be identified, and that the trend is visualized to reflect the long-term 
development of the time series. Suggestions on how KPI charts could look like is 
provided in Attachment 3. 
 
Figure 13 below presents the KPI matrix, in which the importance of the KPI and its 
easiness to measure is visualized. The importance of the KPI was assessed according 
to the findings made from the CSA and the Expert Insights. Easiness to measure on the 
other hand was defined based on the existing knowledge of the tools that the case 
company is using. 
 
 
Figure 13, KPI matrix 
 
As shown in Figure 13, the KPIs can be identified in the matrix depending on the color 
and abbreviation of the process and the KPI number, such as IN 1, which means Incident 
Management process, first KPI. All the processes and their KPIs can be found from Table 
10 in section 6.3.2 KPIs for Service Integration.  
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As presented in Figure 13, there are a few KPIs that have  the highest score in 
importance and easiness to measure. These KPIs are mainly for measuring the end-to-
end lead time of the processes. There are some KPIs that are defined as important, but 
are more challenging to measure. These KPIs are: Number of Knowledge Articles with 
negative feedback not reacted on, Percentage of Major Incidents triggering Problem 
Management process, Number of development defects, Downtime of IT services and 
Number of events. In addition, there are two KPIs that are defined to be easy to measure, 
but not with high importance. These KPIs are: Percentage of Incidents resolved with 
Knowledge Articles and Number of Changes in each change type. KPIs that are defined 
with medium importance and easiness to measure include, for example, KPIs that 
support measuring processes in more detail, such as Percentage of proactive Problems 
or Time from Major Incident detection to RCA. 
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8 Summary and Conclusions  
 
This section presents an executive summary and conclusions of the thesis project. This 
section includes information of how the project was conducted. In addition, this section 
includes key findings, next steps and evaluation of the project.  
 
8.1 Executive Summary 
 
In modern times, industrial companies are moving more and more towards outsourced 
IT services. This leads to the need for Service Integration which monitors the end-to-end 
performance of IT support processes regardless of the service provider.  
 
The aim of this thesis project was to support the case company with the implementation 
of organization wide Service Integration by defining: KPIs Service Integration to measure 
and steer IT support, and Service Integration Manager role description. The KPIs were 
defined for the following IT support processes: Incident Management, Major Incident 
Management, Knowledge Management, Request Fulfilment, Problem Management, 
Event Management and Change Management. 
 
The project was conducted in six stages. These stages are visualized in Figure 2, in 
section 2. Research Design. The project started by defining the company’s business 
challenge, as well as the objective and outcome for the project. The purpose of the next 
stage was to understand the starting point for the business challenge. This was carried 
out by performing a Current State Analysis of the case company’s IT operations and 
Service integration activities. The next stage was the theoretical part of the project which 
included the available knowledge and best practices for Service Integration in 
multivendor environment. The fourth stage of the project was also part of the theory 
gathered. It consisted of expert insights the goal of which was to define objectives for 
Service Integration and IT support process to be able to define the KPIs. After these 
stages were carried out, the project moved to stage for building the proposal. In this 
stage, the initial proposal for the case company was defined. The last stage of the project 
was validation of the proposal. In this stage, the proposal was assessed and polished to 
form the final proposal for the project. 
 
Service Integration Manager role description enables the case company to seek suitable 
person for the role. In addition, it helps the case company to define tasks for the person. 
KPIs on the other hand, will contribute the case company to implement targets and 
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measurements for Service Integration. In addition, this project’s theoretical part will 
provide valuable information for the case company on how to implement Service 
Integration successfully.  
 
8.2 Next Steps and Tips for Implementation of the Proposal 
 
 
Before implementing the proposal, the case company should make an implementation 
plan. The implementation plan should include at least the following activities: searching 
and hiring a suitable person for the Service Integration Manager’s role, defining a 
governance model for Service Integration, implementing Service Integration procedures 
and technology for the target areas, selecting the final KPIs for Service Integration to 
monitor, defining target levels for the KPIs and constructing relevant reports and a 
dashboard for timely monitoring of KPIs. In addition to these activities, the case company 
should plan the communication and training for all the relevant stakeholders. 
 
Currently, the case company is implementing Service Integration in some areas, which 
makes the need for the person who measures and steers the whole entity from end-to-
end even more important. Due to partial implementation of Service Integration, the 
differences in IT service maturity levels are growing. Therefore, it becomes more and 
more important for the case company to be able to measure IT support processes’ 
performance in all areas to identify the critical areas for improvement. 
 
8.3 Thesis Evaluation: Objective vs. Results 
 
The objective of this thesis was to define Service Integration Manager roles description 
and KPIs for the case company’s IT support processes. In addition, the goal was to make 
a proposal that would fit the case company.  
 
The KPIs were created from the information received from the case company’s 
employees working in different positions. This way it was ensured that the case 
company’s strategic and operative level had influence on the final proposal. During this 
thesis, it was noted that the case company is probably not able to take the proposal in 
use as-is, because they do not have the required technology to measure accurately all 
the suggested KPIs. Therefore, the case company should verify which of the suggested 
KPIs are most important for the Service Integration to monitor and which KPIs can be 
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additional measurements that can be reviewed when needed. In other words, it is 
suggested that the case company takes into use the KPIs that they can measure from 
the beginning, such as process end-to-end lead times and amount of tickets. 
 
The Service Integration Manager’s role description was mainly created according to the 
available literature and best practices on the subject. In addition, it strongly depends on 
how the organization defines the role and what their governance model is. Therefore, 
there is possibility that the Service Integration Manager’s role description does not fit for 
the case company as-is. For this reason, before implementing the role description, the 
proposal need to be verified when the case company has defined the governance model 
for Service Integration to ensure these are aligned. 
 
In conclusion, this thesis was able to reach its objectives and provide the defined 
outcome. Although, it is not guaranteed that the case company is able to implement the 
proposal as-is from the beginning. 
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Appendix 1 
1 (5) 
 
Research Interview (Discussion) 
Table 1 
Name (code) of the informant TS 
Position in the case company  Service Request Fulfilment Process Owner 
Date of the interview  20.9.2017 
Duration of the interview  30 minutes 
Document Process Owner Questionnaire_TS 
 
Field notes (Interview 1)   
Table 2 
 Topic of the 
question 
QUESTIONS 
 
FIELD NOTES 
 
1 Personal 
experiences 
of the topic 
How would you 
describe the current 
situation of Service 
Integration? 
What decisions has the 
company made and 
how has it affected your 
work? 
 
Pretty good compared to 12 – 18 months ago. 
Before there wasn’t ITIL in use. On-going IT Service 
Management development program has been good 
change. Good has been common processes and 
roles. 
The decisions made have been CMDB, ITSM tool, 
common processes, service manager and service 
teams co-operation. 
2 Strengths 
and 
weaknesses 
 
 
Have Service 
Integration activities 
been successful from 
your point of view? 
Yes, especially CMDB, ITSM tool, service manager 
and support team co-operation. 
3  Key concerns 
 
What are your key 
concerns about the 
current Service 
Integration activities? 
 
What challenges 
currently are you facing 
as a Process Owner 
related to Service 
Integration? 
 
 
Point-to-point integration, better communication 
and testing between services e.g. new releases 
between services. Change Management process and 
end-to-end testing) 
4 Analysis What are the key 
success factors in 
Service Integration? 
 
In which areas do you 
think there is space for 
improvement? In what 
way? How could that be 
achieved? 
 
Proper knowledge transitions when there will new 
vendors for development, testing and support. 
Especially, when vendors are changing. It is 
important that new vendors have knowledge of ITIL. 
Ensure all services are following the same processes. 
Centralized integration platform which is now 
planned at the case company. 
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Proper monitoring tool for all integrations to have 
messages directly to the support teams for warnings 
and errors. 
Integration monitoring between systems is missing. 
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Research Interview (Discussion) 
Table 1 
Name (code) of the informant SJ 
Position in the case company  Incident Management Process Owner 
Date of the interview  21.9.2017 
Duration of the interview  20 minutes 
Document Process Owner Questionnaire_SJ 
 
Field notes (Interview 2)   
Table 2 
 Topic of the 
question 
QUESTIONS 
 
FIELD NOTES 
 
1 Personal 
experiences of 
the topic 
How would you describe the 
current situation of Service 
Integration? 
What decisions has the 
company made and how has 
it affected your work? 
No specific role for this. It has been informed 
that Service Integration process is coming in 
future. No practical decision made. On-going 
IT Service Management development program 
has triggered the discussion about the Service 
Integration. 
2 Strengths and 
weaknesses 
 
Have Service Integration 
activities been successful 
from your point of view? 
Has not been any concrete activities. 
3  Key concerns 
 
What are your key concerns 
about the current Service 
Integration activities? 
 
 
 
What challenges currently 
are you facing as a Process 
Owner related to Service 
Integration? 
 
Challenging is that there is not common model 
for Service Integration. API or Integration 
platform is missing. For the process owner it is 
easier to make Service Integration updates to 
processes and inform key stakeholders than to 
create a support model. 
Current challenges as process owner is that 
there is not accountability to whom to speak 
about the decisions or ideas. Not leader for 
Service Integration. 
4 Analysis What are the key success 
factors in Service 
Integration? 
 
 
In which areas do you think 
there is space for 
improvement? In what way? 
How could that be achieved? 
 
Service Integration platform should have 
scalability. Any application should be plugged 
to it. It should not be complex and cost 
efficient.  
Increase the awareness of the Service 
Integration knowledge (training, calls, 
information). the case company’s e-learning 
service could be used. Good synergy with 
stakeholders. More organization, should be 
dedicated roles created to SIAM 
(accountability). All Service Managers needs to 
be connected to that. 
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Research Interview (Discussion) 
Table 1 
Name (code) of the informant DH 
Position in the case company  Major Incident Management Process Owner 
Date of the interview  4.10.2017 
Duration of the interview  30 minutes 
Document Process Owner Questionnaire_DH 
 
Field notes (Interview 3)   
Table 2 
 Topic of the 
question 
QUESTIONS 
 
FIELD NOTES 
 
1 Personal 
experiences of 
the topic 
How would you describe the 
current situation of Service 
Integration? 
 
What decisions has the 
company made and how has 
it affected your work? 
 
 
It’s operational major incident process. It 
should be integrated with new ticketing tool. 
Workflow within new ticketing tool. Processes 
need to be fine-tuned. Major incident process 
is in place, needs to be developed. 
The case company has monitoring teams in 
some areas that are looking at systems from 
end-to-end.  
2 Strengths and 
weaknesses 
 
 
Have Service Integration 
activities been successful 
from your point of view? 
Missing is the integration organization and 
integration between portfolios. Horizontal 
integration is missing. 
3  Key concerns 
 
What are your key concerns 
about the current Service 
Integration activities? 
 
What challenges currently 
are you facing as a Process 
Owner related to Service 
Integration? 
 
That the case company is divided in 5 big 
portfolios. In local frontlines there are great 
ideas and corporate doesn’t know about them. 
Corporate doesn’t have enough information 
about what is happening in frontlines. 
Frontlines doesn’t have enough authorization. 
Because of this we are losing resources and 
money which is not efficient. Cloud enables 
anybody to develop things, risk is to get 
different applications to same purpose. 
Synergy and consistency between countries. 
Duplication of information, data is in multiple 
places. Communication is becoming too 
complicated.  
4 Analysis What are the key success 
factors in Service 
Integration? 
 
In which areas do you think 
there is space for 
End-to-end user experience and measuring it 
in SMART way. Adaptability and flexibility to 
changing market situations horizontally. The 
less interfaces there are the less issue and risks 
you will have. KPI would be the number of 
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improvement? In what way? 
How could that be achieved? 
 
interfaces (more stable). Getting everybody on 
board with new technologies. 
Consolidation and bring things together. In 
data maintenance, too much duplicate 
information sometimes kept manually. 
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Research Interview (Discussion) 
Table 1 
Name (code) of the informant KR 
Position in the case company  ITSM Expert 
Date of the interview  03.11.2017 
Duration of the interview  20 minutes 
Document Expert Questionnaire_KR 
 
Field notes (Interview 2)   
Table 2 
 Topic of the 
question 
QUESTIONS 
 
FIELD NOTES 
 
1 General How do you see Service 
Integration? 
Service Integration is an octopus that is in the 
middle of the services area. It coordinates and 
over sees that everything is working according 
to the rules, handbooks and processes. 
Processes should always go at first and 
technology at second. Technology should only 
support the process. One requirement for 
Service Integration is that the company has 
access to its data. 
2 Objectives What are the long-term 
goals in IT Service 
Management area? 
 
 
What is the optimum 
performance of IT support 
processes when Service 
Integration is in place? 
 
 
What are the short-term 
goals which help you to 
achieve these? 
The goal for Incident Management would be 
that in 5 years, most of incident would not 
happen at all and that they would be fixed 
before the happen. One goal would also be 
that there would be chat robots handling most 
of the incidents, and specialized group of 
people supporting them. In Service 
Requirement management the goal would be 
that most of the Service Requests would be 
fulfilled automatically by the robots. 
Knowledge Management on the other hand is 
embedded into future vision. Knowledge 
Management is the requirement for the chat 
robot to work. 
First and most important goal is to have ITSM 
tool in place for all the processes. Secondary 
goals are to understand the knowledge what 
we have, predictive monitoring capabilities, 
and starting robotics. 
3 Activities and 
tools for 
How can Service Integration 
help achieve these goals? 
With Service Integration the vendor’s 
ecosystems and vendor network becomes 
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achieving the 
objectives 
What are the main 
objectives of Service 
Integration? 
 
 
 
 
 
How Service Integration can 
support on better decision 
making in IT Service 
Management area? 
more scattered. With only one main vendor 
the changes and implementation of the 
newest technology is slow. Service Integration 
has to manage this scattered supplier network. 
Service Integration will also bring consistency 
by managing processes across the vendors. 
This enables the implementation of the robots, 
digitalization and automation. In addition, 
Service Integration makes changes to happen 
faster. 
 
The main objectives of Service Integration is to 
bring visibility to what has happened and what 
is the impact of the changes. If agile 
development is used, with help of Service 
Integration good ideas can be easily 
recognized and supported, with the help of the 
data. 
4  Evaluation 
towards the 
goals 
How to identify that the 
objectives have been 
achieved? 
 
Objectives have been achieved, when we are 
able to utilize data for decision making, steer 
vendors through common KPIs, and to react to 
the KPIs. By monitoring KPI, and analyzing the 
impacts of the action we are able to reach the 
goals. 
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Research Interview (Discussion) 
Table 1 
Name (code) of the informant SJ 
Position in the case company  Manager of End User Support  
Date of the interview  17.11.2017 
Duration of the interview  30 minutes 
Document Expert Questionnaire_SJ 
 
Field notes (Interview 2)   
Table 2 
 Topic of the 
question 
QUESTIONS 
 
FIELD NOTES 
 
1 General How do you see Service 
Integration? 
SI is a team which is able to thrive the case 
company’s IT targets across all the vendors. It 
has one common goal. With SI user will have 
visibility to SLA’s that are used. 
2 Objectives What are the long-term 
goals in IT Service 
Management area? 
What are the short-term 
goals which help you to 
achieve these? 
Long term goal is to have one common SLA 
across service priorities. This requires 
prioritization of services.  
 
Main short-term goal would be to have end-
to-end SLA for all processes and services. 
3 Activities and 
tools for 
achieving the 
objectives 
How can Service Integration 
help achieve these goals? 
What are the main 
objectives of Service 
Integration? 
 
 
 
 
 
 
What is the optimum 
performance of IT support 
processes when Service 
Integration is in place? 
a) Incident Management 
b) Major Incident 
Management 
Service Integration is the main enabler for 
end-to-end  SLAs. For now, Service Managers 
are able to define their own support models, 
SLAs and working procedures. SI is able to 
standardize these. With SI also reporting and 
measuring would become simplified, which 
eases the management to get information and 
do decisions based on them. SI thrives 
collaborative environment. It brings suppliers 
together and make them work towards shared 
goal. SI is able to minimize the environment, 
where faults are looked at as common 
disadvantage rather than someone’s fault. The 
common goal should be shared. Competition 
should not help. 
 
Incident Management process is successful 
when we get to the end-to-end SLA. In 
addition, First Fix rate of Service Desk should 
be higher. This is achieved by providing more 
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c) Knowledge Management 
d) Request Fulfilment 
e) Problem Management 
f) Event Management 
g) Change Management 
 
 
 
 
 
 
How Service Integration can 
support on better decision 
making in IT Service 
Management area? 
knowledge to service desk staff, for example 
by training and creating Knowledge Articles for 
them. Event management requires predictive 
tools. Problem Management is closely related 
to Incident and Change Management. There is 
three kind of problem management: 
preventive, reactive and proactive. The best 
one would be that we would move from 
reactive problem management (reacted when 
incident is raised) to proactive (reacted before 
incident is raised). 
 
Service Integration can support better decision 
making because it has visibility to all the 
changes that are happening. This way they are 
able to prioritize the changes by looking at 
what project is more important. SI can bring in 
more technology, SI can go into details. SI 
knows which solution is impacting an where 
and that is why it can do better decisions. For 
example, when talking about changes, usually 
solution teams request their own changes, 
when sometimes it would be better to do 
these changes to everybody at the same time. 
SI gets an overview of everything and sees all 
the overlaps.  
4  Evaluation 
towards the 
goals 
How to identify that the 
objectives have been 
achieved? 
We need targets and this way we can monitor 
whether Service Integration has been 
successful. 90 % of tickets should be resolved 
within 4 days. 
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Research Interview (Discussion) 
Table 1 
Name (code) of the informant OH 
Position in the case company  Consultant 
Date of the interview  24.11.2017 
Duration of the interview  30 minutes 
Document Expert Questionnaire_OH 
 
Field notes (Interview 2)   
Table 2 
 Topic of the 
question 
QUESTIONS 
 
FIELD NOTES 
 
1 General How do you see Service 
Integration? 
Service Integration is seamless collaboration of 
different processes. Aim of SI is to achieve 
end-to-end service experiences from end user 
perspective regardless of how many service 
delivers there are. SIAM is aiming to also 
achieve the control over the whole delivery 
chain. SIAM covers all counterparts, internal 
and third parties. 
2 Objectives What are the long-term 
goals in IT Service 
Management area? 
 
What are the short-term 
goals which help you to 
achieve these? 
Transparency and visibility service processes. 
Cost control and understanding. Quality over 
long-term service delivery. What services and 
how?  
 
Build governance model, and execute defined 
route map, which is based on e.g. quick win’s, 
pain points, biggest return.  
3 Activities and 
tools for 
achieving the 
objectives 
How can Service Integration 
help achieve these goals? 
What are the main 
objectives of Service 
Integration? 
 
 
What is the optimum 
performance of IT support 
processes when Service 
Integration is in place? 
a) Incident 
Management 
Best scenario SI is benefiting all parties. From 
customer perspective customer gains control 
over services, avoid vendor locks.  
Improved quality of service deliveries, short 
lead-time for change and release process, 
better qualification of customer requirements 
based on benefits and impact. Overall 
decrease in running costs. 
 
Incident Management: when first and second 
level routing and resolution is done (almost as 
synchronously and automatic way). 
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b) Major Incident 
Management 
c) Knowledge 
Management 
d) Request Fulfilment 
e) Problem 
Management 
f) Event Management 
g) Change 
Management 
 
 
 
 
 
 
 
 
 
 
 
 
How Service Integration can 
support on better decision 
making in IT Service 
Management area? 
MIM: SI not that important, in typical cases its 
assigned to MIM manager who coordinates 
the case 
KM: In best case knowledge data base is 
available and helping all parties including end 
users, 2nd level, 3rd level. Knowledge 
Management lifecycle process is deployed 
across the parties. 
RF: standardized requests are transferred to 
correct parties automatically for delivery. 
transparency is visible to the end user. 
PM: quite similar as incident management. 
more manual interactions in normal cases  
EM: 1. automatic system alerts and other 
automated triggers are all consolidated into 
one system, 2. these are triggering incident 
process as defined 
CM: 1. requirements are clear and pre-
approved, 2. change design and approval 
process is across the parties, 3. visibility to all 
parties to CR pipeline and deployment section 
 
Request amount (role, location), trends, 
enhancement ideas, process KPI success rate, 
benchmarking parties, end user satisfaction, 
knowledge article creation and maintaining 
rate, process, end-to-end delivery times 
4  Evaluation 
towards the 
goals 
How to identify that the 
Service Integration 
objectives have been 
achieved? 
KPIs has to be defined to work in the 
environment. 
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Research Interview (Discussion) 
Table 1 
Name (code) of the informant TK 
Position in the case company  Service Manager of ERP Platform Services 
Date of the interview  17.11.2017 
Duration of the interview  30 minutes 
Document Expert Questionnaire_TK 
 
Field notes (Interview 2)   
Table 2 
 Topic of the 
question 
QUESTIONS 
 
FIELD NOTES 
 
1 General How do you see Service 
Integration? 
It has a vital role in the organization, especially 
which is multifunctional. It gives an end-to-end 
visibility across the all areas and departments.  
2 Objectives What are the long-term 
goals in IT Service 
Management area? 
 
 
What are the short-term 
goals which help you to 
achieve these? 
From customer aspect the goals would be to 
increase customer service level. In addition to 
improve the maturity of services by increasing 
the control and coordination. From business 
point of view to gain cost reductions by 
reducing the work in silos. 
 
The first steps would be to increase knowledge 
level in the company, utilize the ITSM tools 
and agree practicalities. 
3 Activities and 
tools for 
achieving the 
objectives 
How can Service Integration 
help achieve these goals? 
What are the main 
objectives of Service 
Integration? 
 
What is the optimum 
performance of IT support 
processes when Service 
Integration is in place? 
 
a) Incident Management 
b) Major Incident 
Management 
c) Knowledge Management 
d) Request Fulfilment 
It plays a big role in achieving these targets. It 
gives this kind of umbrella view. Basically it is 
an organization that has visibility to everything 
that is happening. This should create less work 
in silos and increase collaboration across 
services. SI has to have control vertically and 
horizontally.  
 
How many services are utilizing ITSM tool and 
IT support processes. In all KPIs should be 
taken into account internal and customer 
perspective. 70 % of Incident should be 
resolved as a first fix.  
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e) Problem Management 
f) Event Management 
g) Change Management 
 
How Service Integration can 
support on better decision 
making in IT Service 
Management area? 
 
 
 
Service Integration should provide as much 
data as possible. In addition, the data should 
be valid and it should be as much detailed as 
possible. It should provide information on 
service performance.  
4  Evaluation 
towards the 
goals 
How to identify that the 
objectives have been 
achieved? 
Depends on the maturity of the Service 
Integration. Objectives should always be 
realistic. 
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Research Interview (Discussion) 
Table 1 
Name (code) of the informant PP 
Position in the case company  Head of Solution Creation Solution Team 
Date of the interview  17.11.2017 
Duration of the interview  30 minutes 
Document Expert Questionnaire_PP 
 
Field notes (Interview 2)   
Table 2 
 Topic of the 
question 
QUESTIONS 
 
FIELD NOTES 
 
1 General How do you see Service 
Integration? 
Service Integration takes accountability of the 
services. It has overall visibility on the service 
offering, service providers and service 
performance. For this reason, it is able to see 
what is happening across the organization and 
make better decisions according to it. 
2 Objectives What are the long-term 
goals in IT Service 
Management area? 
 
 
 
What are the short-term 
goals which help you to 
achieve these? 
 
One of the goals would be that IT services are 
working according to SLAs, and that IT services 
can support business. Also that the end-user 
and stakeholders would be happy to the IT 
services performance. In addition, that we 
would have cost efficient solutions that would 
support our business model.  
 
ITSM tool and service performance 
measurement is in place. That we have cost 
efficient and optimized SLAs in place. This 
requires prioritization of the services. We also 
need to check where we can simplify our 
supplier web. And everything would operate in 
cloud. 
3 Activities and 
tools for 
achieving the 
objectives 
How can Service Integration 
help achieve these goals? 
What are the main 
objectives of Service 
Integration? 
 
What is the optimum 
performance of IT support 
Service Integration gives responsibility and 
organizes services and service suppliers. That 
we would have visibility on the service’s 
volumes, costs and performance. This requires 
common measurements. 
 
In incident management the best would be 
that the escalation to the right support group 
would be quick. Nowadays, in many cases SLA 
Appendix 2 
10 (12) 
 
processes when Service 
Integration is in place? 
 
a) Incident Management 
b) Major Incident 
Management 
c) Knowledge Management 
d) Request Fulfilment 
e) Problem Management 
f) Event Management 
g) Change Management 
 
 
 
 
 
 
 
 
 
How Service Integration can 
support on better decision 
making in IT Service 
Management area? 
time has almost run out when the right 
support group gets the ticket. Good would be 
also that 80 % of the cases could be resolved 
by the first support level. In MIM the best 
would be that there wouldn’t be any of P1 and 
P2 tickets. This is achieved by having 
monitoring and preventive maintenance in 
place. Knowledge Management should strive 
to help the end user as much as possible. SR 
tickets should go to the correct group quickly 
and they should be resolved quickly as 
possible. In problem management, important 
is to learn from P1 and P2 incidents. For these 
the RCA should be done and the root cause 
should be corrected so well that it doesn’t 
happen again. Continuous Improvement is also 
important for problem management. In event 
management important would be tracking of 
the events. And also clear message and quick 
recognition, which one of those require follow-
up actions and which don’t. In Change 
Management important is that the process is 
in place and that changes are happening 
quickly. 
 
Service Integration can help decision making, 
when we have clear visibility on the things that 
are happening in ITSM area. SI should 
objectively identify and issue improvement 
points. 
4  Evaluation 
towards the 
goals 
How to identify that the 
objectives have been 
achieved? 
We know that SI is working when end user is 
satisfied. Also good thing to know is that when 
ITSM area is silent (e.g. no tickets), everything 
is working well. 
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Research Interview (Discussion) 
Table 1 
Name (code) of the informant GN 
Position in the case company  IT Quality Manager 
Date of the interview  27.11.2017 
Duration of the interview  30 minutes 
Document Expert Questionnaire_GN 
 
Field notes (Interview 2)   
Table 2 
 Topic of the 
question 
QUESTIONS 
 
FIELD NOTES 
 
1 General How do you see Service 
Integration? 
SI in the case company is that, at some day all 
IT providers are working according to the same 
rules and guidelines. When SI is in place all 
measurements and IT service providers are 
orchestrated seamlessly.  
2 Objectives What are the long-term 
goals in IT Service 
Management area? 
 
 
 
 
What are the short-term 
goals which help you to 
achieve these? 
Future goal is to have adequate purchasing 
model where we can monitor and manage 
different players. We purchase IT services in a 
right way and understanding what we need. 
This optimum purchasing requires process 
excellence, contract management, supplier 
management and diplomatic skills. We have to 
be able to monitor the whole service frame.  
The short-term goals would be doing an 
inventory and understanding what we have. 
Especially understanding the services and their 
own ecosystem such as service providers and 
their roles in the value chain. The key success 
factors to this are continuous observation and 
inventory. 
3 Activities and 
tools for 
achieving the 
objectives 
How can Service Integration 
help achieve these goals? 
What are the main 
objectives of Service 
Integration? 
 
What is the optimum 
performance of IT support 
Technology does not help. We need to accept 
that other companies are better on providing 
technology, so we would need to focus on our 
own specialty, which is making elevators and 
escalators. SI needs to help us to free capacity 
to our own value differentiation. allows to 
utilize own capabilities to our own . We should 
be able to move towards automation. For 
example, when we see something is working in 
a consistent way, we should do it 
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processes when Service 
Integration is in place? 
h) Incident Management 
i) Major Incident 
Management 
j) Knowledge Management 
k) Request Fulfilment 
l) Problem Management 
m) Event Management 
n) Change Management 
 
 
 
 
 
 
 
How Service Integration can 
support on better decision 
making in IT Service 
Management area? 
automatically. SI also helps us to remove 
waste.  
The optimum would be that we wouldn’t need 
them, because the services are performing 
well enough. For example, there would be no 
incidents or service requests to fulfil. 
Operations would be automated. We should 
have predictive support not reactivate. By 
understanding the profiles and needs of our 
users and customers we would be able to 
know our users. For example, we wouldn’t 
need to ask them to fulfil service request to 
access rights because they would be already in 
place. The question is how much of these 
processes we really need in future? Although, 
problem management becomes important 
because it helps us to understand what 
happened, why it happened and where it 
happened. 
 
It helps to understand our application portfolio 
where we should invest. It should understand 
the demand and overall capacity to fulfil the 
demand. Not just understand the capacity of 
one service provider but the total capability to 
deliver services. Also it should be able to 
prioritize the  demand. 
4  Evaluation 
towards the 
goals 
How to identify that the 
Service Integration 
objectives have been 
achieved? 
Simple measurements, user satisfaction, 
capability to improve and unplanned costs.   
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Incident Management 
Process Objectives KPIs 
Current State Analysis: 
To restore normal service operation as quickly as 
possible and minimize its impact. 
Expert Insights: 
To have fewer incidents, preventive and automated 
incident management, quick and automated 
escalation, fast end-to-end resolution time and 
higher first fix rate. 
1. Number of Incidents 
2. Incident first-fix rate 
3. Incident E2E resolution 
time 
4. Number of re-
assignments 
Major Incident Management 
Process Objectives KPIs 
Current State Analysis: 
To resolve major incidents so that the normal service 
level is restored. 
Expert Insights: 
To have monitoring and preventive maintenance, 
which would result in not having Major Incident 
tickets at all. 
1. Number of Major 
Incidents 
2. Down time of IT 
services 
3. Time from Major 
Incident detection to 
resolution 
Knowledge Management 
Process Objectives KPIs 
Current State Analysis: 
To make the right knowledge available to the right 
people at the right time. 
Expert Insights: 
To have more first fix and self-help Knowledge 
Articles. In addition Knowledge Articles are valid, up-
to-date and available for all parties. In addition 
knowledge lifecycle process should be deployed 
across the parties. 
1. Percentage of Incidents 
resolved with 
Knowledge Articles 
2. Number of Knowledge 
Articles with negative 
feedback 
3. Percentage of 
Knowledge Articles in 
each lifecycle stage 
Request Fulfilment 
Process Objectives KPIs 
Current State Analysis: 
To approve and fulfil Service Requests within 
service delivery times. 
1. Service Request E2E 
resolution time 
Appendix 3 
2 (2) 
 
Expert Insights: 
To have an automated or really fast Service Request 
Fulfilment process. In addition, to be able to provide 
transparency to the end user. 
2. Percentage of 
automated Service 
Requests 
 
Problem Management 
Process Objectives KPIs 
Current State Analysis: 
To eliminate reoccurring incidents and to minimize 
the impact of incidents that cannot be prevented. 
Expert Insights: 
To have proactive problem detection, automated 
routing, permanent problem resolution and be able 
to do quick RCA. 
1. Problem E2E resolution 
time 
2. Percentage of proactive 
problem tickets 
3. Percentage of Major 
Incidents triggering 
Problem Management 
process 
4. Number of Incidents 
after Problem resolution 
Event Management 
Process Objectives KPIs 
Current State Analysis: 
To record, evaluate, handle, correlate, analyze and 
pass events to proactive problem management. 
Expert Insights: 
To have predictive and automated event handling 
and event tracking. In addition, Event Management 
process should trigger Incident Management 
process automatically. 
1. Number of events 
2. Percentage of 
automated events 
3. Percentage of Events 
triggering Incident 
Management process 
Change Management 
Process Objectives KPIs 
Current State Analysis: 
To ensure that changes are recorded, evaluated, 
authorized, prioritized, planned, tested, 
implemented, documented and reviewed in a 
controlled manner. 
Expert Insights: 
To have fast end-to-end time lead time for changes, 
and that all parties have visibility to CR pipeline and 
deployment schedule. In addition Change Request 
requirements should be clear and pre-approved.    
1. Change E2E 
deployment time 
2. Number of changes in 
each change type 
3. Change success rate 
4. Number of development 
defects 
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KPIs Report 
Number of Incidents 
Incident first-fix rate 
Incident E2E resolution 
time 
Number of re-
assignments 
Chart type: Line or Bar chart 
Reason: Easy to see the trend to which direction Incident 
Management process is developing for each company 
Number of Major 
Incidents 
Down time of IT services 
Time from Major Incident 
detection to resolution 
 
 
 
 
 
Chart type: Line or Bar chart 
Reason: Easy to see the trend to which direction Major Incident 
Management process is developing for each company 
Percentage of Incidents 
resolved with Knowledge 
Articles 
 
 
 
 
 
 
 
 
 
Chart type: Stacked Bar chart or Bar chart 
Reason: Easy to see the trend to which direction the company’s 
Knowledge Management process is developing 
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30% 40% 40% 45%
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Number of Knowledge 
Articles with negative 
feedback not reacted 
Chart type: Line or Bar chart 
Reason: Easy to see the trend to which direction Knowledge 
Management process is developing for each company 
Percentage of 
Knowledge Articles in 
each lifecycle stage 
Chart type: Pie chart or 100 % Stacked Bar chart 
Reason: Easy to see the percentage of Knowledge Articles in 
each lifecycle stage  
Service Request E2E 
resolution time 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Chart type: Line or Bar chart 
Reason: Easy to see the trend to which direction Request 
Fulfilment process is developing for each company 
0
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Knowledge Articles with negative feedback
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Percentage of 
automated Service 
Requests 
Chart type: 100 % Stacked Bar chart 
Reason: Easy to see the percentage of automated Service 
Requests 
 
Problem E2E resolution 
time 
Number of Incidents 
after Problem resolution 
Chart type: Line or Bar chart 
Reason: Easy to see the trend to which direction Problem 
Management process is developing for each company 
Percentage of proactive 
problem tickets 
Percentage of Major 
Incidents triggering 
Problem Management 
process 
 
 
 
 
 
 
 
 
 
 
 
Chart type: 100 % Stacked Bar chart 
Reason: Easy to see the percentage of proactive problem/Major 
Incidents triggering Problem Management process 
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Number of events Chart type: Line or Bar chart 
Reason: Easy to see the trend to which direction Event 
Management process is developing for each company 
 
Percentage of 
automated events 
Percentage of Events 
triggering Incident 
Management process 
 
 
 
 
 
 
 
 
 
 
 
 
 
Chart type: 100 % Stacked Bar chart 
Reason: Easy to see the percentage of automated events or 
percentage of Events triggering Incident Management process
 
Change E2E 
deployment time 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Chart type: Line or Bar chart 
Reason: Easy to see the trend to which direction Change 
Management process is developing for each company 
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Number of changes in 
each change type 
 
Chart type: Pie chart or 100 % Stacked Bar chart 
Reason: Easy to see the percentage of Changes in each Change 
type 
 
Change success rate Chart type: Stacked Bar chart or Bar chart 
Reason: Easy to see the percentage of successful Changes for 
each company 
 
Number of development 
defects 
Chart type: Stacked Bar chart or Bar chart 
Reason: Easy to see the number of development defects noted 
during testing and after deployment 
 
 
Company 1 - Changes in each Change type
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